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I n t r o d u c t i o n . 
The reader of t h i s paper may upon f i r s t glance v/onder 
why I have chosen as my subject the independent r e t a i l 
g a s o l i n e s e r v i c e s t a t i o n . The reason for ny choice i s 
t h a t I was employed during the summer of 1951 by Gulf O i l 
Corporation at t h e i r Brandywine S t a t i o n on liie 
P e n n sylvania Turnpike. "My t i t l e was " s e r v i c e - s a l esman," 
which meant t h a t I did everything from c l e a n i n g r e s t rooms 
to sweeping the driveway to s e l l i n g g a s o l i n e , o i l , and 
a c c e s s o r i e s . Also included among my duties a^h, s e r v i c e -
salesman were the f i x i n g of f l a t t i r e s , l u b r i c a t i o n of 
automobiles, o i l changes, and other l i g h t garage work. 
While a t Brandywine, I became i n t e n s e l y i n t e r e s t e d i n 
the operation of a gasoline s e r v i c e s t a t i o n . I saw a 
s t a t i o n run as one should be run s i n c e Brandywine was 
compajy-owned. I t i s my i n t e n t i o n , i n t h i s paper, to 
present p o i n t e r s f o r the operation of a gas s t a t i o n , 
p r i m a r i l y w i t h an eye toward i n c r e a s i n g s a l e s . 
As t h i s i s a s u b j e c t upon which not too much has been 
w r i t t e n , I have had to r e l y on my pe r s o n a l observations at 
Brandywine and elsewhere. iUrthermore, I f e e l t h a t a paper 
of t h i s type should be o r i g i n a l as f a r as i s p o s s i b l e . 
The reader w i l l t h e r e f o r e f i n d few footnotes i n reference to 
secondary s o u r c e s . 
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I . WHAT THE PEOPIE WAHT 
The most important means of a s e r v i c e s t a t i o n owner's 
i n c r e a s i n g s a l e s i s to understand the l i k e s and d i s l i k e s 
of h i s p o t e n t i a l customers. I f he r e a l i z e s what h i s 
customers want, he can give them more s a t i s f a c t o r y s e r v i c e 
and thus i n c r e a s e h i s s a l e s of not only gasoline and o i l , 
but a l s o automobile a c c e s s o r i e s and s e r v i c e jobs such as 
l u b r i c a t i o n s and r e p a i r s . 
I n order to determine these l i k e s and d i s l i k e s of 
s e r v i c e s t a t i o n customers, I took a p o l l of the buying 
h a b i t s of ga s o l i n e consumers (passenger c a r s ) . I n t h i s 
p o l l I t r i e d to get a c r o s s - s e c t i o n o f the American 
passenger car d r i v e r , taking into c o n s i d e r a t i o n occupation, 
age, sex, and geographical l o c a t i o n . I interviewed 1,012 
persons i n twenty-seven states.-^ I n two t r i p s through 
the South and Mid-West "by the simple metnod of " h i t c h -
h i k i n g , " I was able to accomplish the d e s i r e d r e s u l t s to 
a b e t t e r extent. 
E l e v e n questions were asked i n By p o l l . They follow, 
w i t h my i n t e r p r e t a t i o n of the f i n a l t o t a l s . 
1 . "Do you fr e q u e n t l y buy your gas from the same 
s t a t i o n ? " 
67^^ answered "Yes;" 33?^, "Ho." Thus b e t t e r than 
-••Pa., H.J., Del., Ohio, W.Va., Ind., 111., Mo., Hans., Okla., 
Tex., H.Mex. , A r i z . , C a l i f . , Hev., Ark., Term., Va., Md., 
Ky., K i s s . , La., A l a . , H.C., S.C., Ga., P l a . 
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two-thirds of a l l the automobile d r i v e r s interviewed 
s a i d they were accustomed to r e t u r n i n g to the same 
p l a c e to purchase g a s o l i n e . T h i s i n d i c a t e s t h a t there 
must be some reasons f o r t h i s patronage, and I 
attempted to d i s c o v e r them. I f a s t a t i o n owner can 
determine why a g a s o l i n e consumer buys where he does, 
he can p o s s i b l y win over a l a r g e p o r t i o n of the other 
33^ whom I c a l l the "reamers," t h a t i s people who "shop 
around" a t v a r i o u s g a s o l i n e s t a t i o n s . I t h e r e f o r e asked 
the second question. 
2. "When you purchase g a s o l i n e , what i s i t t h a t 
a t t r a c t s you to a c e r t a i n s t a t i o n ? " (Three answers 
were to be given to t h i s question: the primary" reason 
r e c e i v e d three p o i n t s , the second r e c e i v e d two, and the 
t h i r d , one p o i n t . ) 
Here i n graph form are the i n t e r e s t i n g r e s u l t s I 
got: 
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The reader w i l l observe that the "Big 3," that i s 
the three main reasons why automobile d r i v e r s purchase 
g a s o l i n e where they do, are b e t t e r q u a l i t y of the g a s o l i n e , 
lower p r i c e per gallon, and convenience of l o c a t i o n of 
the s t a t i o n . 
I would t h e r e f o r e suggest t h a t aryone going int o 
b u s i n e s s as an independent s e r v i c e s t a t i o n owner s e l e c t 
one of the major and better-known g a s o l i n e s to s e l l . 
Many people commented t h a t they would, consider buying 
only one of the "Big S i x , " which they f e l t were Gulf, 
I s s o , Mobilgas, Sunoco, Texaco, and A t l a n t i c fcxr t h i s 
a r e a . "A c a r i s too big an investment to take a chance 
on using ' i n f e r i o r ' g a s o l i n e , " v/as a frequent comment. 
As f o r p r i c e , the p o l l proves d e f i n i t e l y t h a t 
people do shop around f o r lower p r i c e s i n g a s o l i n e . How, 
should the independent g a s o l i n e r e t a i l e r lower h i s p r i c e , 
only to have t h a t met by h i s competitors? We are a l l 
f a m i l i a r w i t h the r e c e n t c u t t h r o a t p r i c e war, three of 
which have occurred w i t h i n the past y e a r . I f one stops 
to r e f l e c t f o r a moment, he w i l l r e a l i z e t h a t t h i s leads 
s t r a i g h t to nowhere. To begin with, every s t a t i o n i n 
the a r e a i s charging approximately the same p r i c e . Then 
one dealer cuts h i s p r i c e a few cents a g a l l o n . This 
new p r i c e i s met by h i s competitors who make f u r t h e r 
p r i c e c u t s , and v e i y soon every s t a t i o n i s again charging 
approximately the same p r i c e . However, t h i s time the 
d e a l e r s are r e c e i v i n g up to nine cents l e s s per g a l l o n . 
T h i s c o n d i t i o n d e l i g h t s c a r owners; hut i t wracks r u i n on 
s t a t i o n owners, the m a j o r i t y of whom have most of t h e i r 
w o r l d l y "belongings t i e d up i n t h e i r investment. 
The remedy f o r t h i s s i t u a t i o n l i e s w i t h the d e a l e r s 
themselves, whose only s a l v a t i o n i s t o see the u t t e r 
f u t i l i t y of under-cutting each other's p r i c e s . I t i s t h e 
only answer as f a r as 1 can see, u n l e s s t h e d e a l e r s are 
goirzg t o f o r c e t h e i r weaker "brothers out of "business. And 
then i t would "be merely a question of who can "hang on" 
the longest. 
Convenient l o c a t i o n ranked a c l o s e t h i r d among the 
reasons given "by ga s o l i n e purchasers. I t i s t h e r e f o r e 
very important f o r a d e a l e r to s e l e c t a h e a v i l y - t r a v e l e d 
thorofare or a c e n t r a l point i n h i s town f o r h i s l o c a t i o n . 
1 found, a f t e r i n t e r v i e w i n g numerous s t a t i o n workers, t h a t 
i t i s "better f o r the d e a l e r to s e l e c t one of these l o c a t i o n s 
even i n the face of higher r e n t s f o r , when gaso l i n e s a l e s 
are down, the man i n the out-of-the-way p l a c e i s the f i r s t 
to go. 
P r a c t i c a l l y t i e d f o r fourth and f i f t h p l a c e s were the 
f a c t that -aie customer l i k e d the attendant or owner and the 
f a c t t h a t he g i v e s c r e d i t s e r v i c e . As regards the former, 
t h i s proves the importance of the attendant's "being 
p l e a s a n t i n "both appearance and p e r s o n a l i t y . This was so 
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important that i t r e c e i v e d 560 p o i n t s under the system 
I explained p r e v i o u s l y . 
However, the d e a l e r had h e t t e r watch h i m s e l f w i t h 
the esctension of c r e d i t . I t i s ttxe old s t o r y of, "Write 
i t on the c u f f , Joe, I ' l l pay you next week." I t i s a 
situa-tion s i m i l a r to the country g e n e r a l s t o r e p r o p r i e t o r 
who sold so much goods on c r e d i t and soon found he had 
too much c a p i t a l t i e d up between t h a t department and 
inventory. On the other hand, the system used by maiy 
d e a l e r s who extend c r e d i t to t h e i r customers, t h a t of 
c r e d i t cards i s s u e d by the parent o i l company, i s 
p e r f e c t l y s a f e . These major companies have the necessary 
supply of c a p i t a l f o r such extension of c r e d i t . I t i s 
indeed important f o r a d e a l e r to be able t o give c r e d i t 
by t h i s system and csharge i t to h i s s u p p l i e r f o r i t 
r e c e i v e d 525 p o i n t s , or f i f t h p l a c e , among the reasons 
given by g a s o l i n e consumers i n answer to why t h ^ 
purchase g a s o l i n e where they do. 
Good s e r v i c e (promptness, e t c . ) ranked s i x t h , w i t h 
f o r c e of h a b i t , r e d u c t i o n i n p r i c e t o r e g u l a r customers, 
f r e e s e r v i c e s , a t t r a c t i v e n e s s of s t a t i o n , and a d v e r t i s i n g 
f o l l o w i n g i n t h a t order. 
At f i r s t glance a t the c h a r t , i t would appear that 
a d v e r t i s i n g has out l i t t l e i n f l u e n c e upon the buying 
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h a b i t s of Mr. Gasoline Consumer. However, i n tiie p o l l 
I s p e c i f i e d t h a t t h i s a d v e r t i s i n g was t h a t done by the 
l o c a l s t a t i o n . The evidence t h a t a d v e r t i s i n g p l a y s a 
g r e a t r o l e i n g a s o l i n e s a l e s i s c l e a r l y shown i n the 
f a c t that f i r s t p l a c e went to " b e t t e r q u a l i t y . " I n 
other words people buy from a p a r t i c u l a r d e a l e r because 
he c a r r i e s a well-known brand, and t h i s brand was made 
well-known by a d v e r t i s i n g . Tiius we must not underestimate 
the power of t h i s medium. 
3. "What f r e e s e r v i c e s do you expect when you 
purchase g a s o l i n e ? " 
I f e l t that t h i s question was important because i f 
the dealer knows -vdiat h i s customers expect, he can give 
them what tliey want. To i l l u s t r a t e the importance of f r e e 
s e r v i c e s , I have only too often heard the cocment, " I ' l l 
never go back to him a g a i n — h e didn't even wash the 
w i n d s h i e U l " And so, another cxistomer i s l o s t . 
How what does the average automobile d r i v e r expect 
i n the way of f r e e s e r v i c e s ? According to ny p o l l : 
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Wash wind s h i e l d 
Eree S e r v i c e % of Consumers Wanting the Eree S e r v i c e 
80^ 
Check and add water to r a d i a t o r 
Check o i l 75^ 
67^ 
Wash r e a r w i n d s h i e l d 25;^ 
Check and add water to b a t t e i y 2 1 ^ 
Check t i r e s 2 1 ^ 
One b l e s s e d s o u l didn't expect any f r e e s e r v i c e s 
Tidiatsoever. 
And one g e n t l a i a n wanted h i s back springs greased 
whenever he bought gas so they wouldn't squeak. I 
explained to him that I meant f r e e s e r v i c e s and he 
repeated t h a t y e s , of course, he expected h i s r e a r 
s p r i n g s greased f r e e whenever he bought gas. A l l t h i s 
goes to show th a t the s t a t i o n attendant never knowS qui t e 
•«diat to expect when he steps up to a p o t e n t i a l customer. 
However, I b e l i e v e my p o l l g i v e s some i n d i c a t i o n of 
Yhat g a s o l i n e consximers expect i n the way of f r e e s e r v i c e s . 
And as soon as the attendant r e a l i z e s these demands and 
performs them without being asked, he i s bound to have a 
l o t more custcmers retxirning to h i s s t a t i o n . And b e s i d e s , 
I have foBuid. from experience t h a t i t makes f o r good t i p p i n g . 
4. " I f a lesser-known brand of g a s o l i n e were being 
s o l d cheaper a c r o s s the s t r e e t , would you bxxy i t ? " 
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Only &fo answered "Yes." 
94^ answered "Ho." I n other words, 94^ o f the 
people interviewed would pay more per g a l l o n t o get a 
better-known brand of g a s o l i n e . 
Here, 1 b e l i e v e , i s the most s t r i k i n g evidence of 
the i n f l u e n c e of a d v e r t i s i n g by the major o i l companies 
upon the minds of the p u b l i c . As long as major companies 
l i k e Gulf, Standard, Sun, e t c . , can keep up t h i s b e l i e f 
by means of a d v e r t i s i n g , they are p e r f e c t l y s a f e from 
competition from lesser-known coirrpanies. 1 say t h i s 
because 94^ of the people 1 interviewed t o l d me they 
would not even t r y a lesser-known brand of g a s o l i n e , 
r e g a r d l e s s of how low the p r i c e was. 
Here i s a l s o a good reason f o r the p r o s p e c t i v e d e a l e r 
to s e l e c t a well-known brand to s e l l before e n t e r i n g 
b u s i n e s s . 
5. "Mans^ people are of the opinion t h a t a l l the 
MAJOR brands of g a s o l i n e 'come out of the same tank' 
and are consequently the same as regards q u a l i t y ( c a r 
performance, mileage, etc.) Are you of t i at opinion^'" 
19^ answered "Yes," 8 1 ^ , "Ho." 1 asked t h i s 
question p r i m a r i l y to s a t i s f y my own c u r i o s i t y , j u s t 
f o r g e n e r a l information. While 1 worked at Brandywine, 
1 o c c a s i o n a l l y gave a "pep-taik" on the m e r i t s of G u l f 
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g a s o l i n e s and o i l s , and 1 frequentty heardthe conment, 
" A a h — a l l t h a t s t u f f comes out of the same pipe out 
there (they didn't know where, hut somewhere 'out t h e r e ' ) , 
and i t ' s a l l the same s t u f f . " One gentleman i n s i s t e d 
there was a huge tank i n H a r r i s h u r g out of which a l l 
the major o i l companies drew t h e i r supply of g a s o l i n e 
as they needed i t . 
Thus 19^ of a l l the people 1 i n t e r v i e w e d thought 
th a t a l l the major brands of g a s o l i n e were i d e n t i c a l 
and, i n f a c t , even "came out of the same tank." This 
shows t h a t there i s plenty of room f o r a d v e r t i s i n g on 
the p a r t of the o i l companies. 
6. " I f , w h i l e you are buying g a s o l i n e , the 
attendant i s extremely n i c e to you and goes out of h i s 
way to perform f r e e s e r v i c e s , do you buy more gas a t 
t h a t time than you had o r i g i n a l l y intended t o ? " 
21^, "Yes;" 79^, "Ho." I n other words 2 1 ^ o f 
the people 1 interviewed would purchase a l a r g e r 
quantity of g a s o l i n e r i g h t there on the spot than t h ^ 
had intended to when they p u l l e d i n t o the s t a t i o n , i f 
they were w e l l - p l e a s e d w i t h the s e r v i c e . S e v e r a l 
persons s a i d something to t h i s e f f e c t : "Sure, sometimes 
1 go to get a d o l l a r ' s worth, and i f I get extra-good 
-13* 
s e r v i c e 1 t e l l him to go ahead and ' f i l l i t up.'" 
Thus, according t o the r e s u l t s of t h i s p o l l , a s t a t i o n 
operator could immediately i n c r e a s e h i s s a l e s "by 
b e t t e r tiian o n e - f i f t h , simply by g i v i n g outstanding 
s e r v i c e . 
7. C l o s e l y t i e d i n w i t h the l a s t question i s 
t h i s next one: "Do you ccme and v i s i t t h a t s t a t i o n 
again f o r the pixrchase of gas i f the attendant g i v e s 
extremely good s e r v i c e ? " 
I n t h i s case, the "Yesses" i n c r e a s e d to 9 1 ^ , 
w i t h only 9fo remaining c o l d t o good s e r v i c e . 
T h i s proves f a i r l y c o n d u s i v e l y , 1 b e l i e v e , t h a t 
the best way f o r a s t a t i o n operator to b u i l d up a 
f o l l o w i n g and thus i n c r e a s e s a l e s i s to give outstanding, 
not j u s t "good," but e x c e l l e n t s e r v i c e t o h i s customers. 
A rery frequent comment was, " I f 1 get the k i n d of 
tr e a t m m t I l i k e , I have been known to go out of ny 
way to r e t u r n t o that s t a t i o n to buy gas." 
The overTdielming m a j o r i t y of automobile d r i v e r s 
are looking f o r b e t t e r s e r v i c e , and as soon as they 
f i n d a s t a t i o n that g i v e s i t , they w i l l make 1hat 
" t h e i r s t a t i o n . " T h i s f a c t should be understood by 
tliose attendants who throw a sQ.oppy rag on 1he w i n d s h i e l d 
and do a c a r e f r e e job of v/iping i t o f f , as w e l l as "by 
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tiiose who do not even bothei-' themselves to wash the 
w i n d s h i e l d a t a l l . 
Such things as a p l e a s a n t "Hello," or an o f f e r 
to check the t i r e s , are hound to i n c r e a s e s a l e s . 
Perhaps the d r i v e r w i l l take up the o f f e r of the 
f r e e t i r e - c h e c k . So what--the attendant c e r t a i n l y 
i s n ' t l o s i n g anything, and he may be g a i r l n g a customerl. 
8. " I f t h e attendant i s extremety n i c e to you 
and goes out of h i s way to perform f r e e s e r v i c e s , do 
you purchase t i r e s and a c c e s s o r i e s from him when you 
need them, r a t h e r than from a s t o r e ? " 
4 1 ^ ansvvered, "Yes;" 59^, "Ho." I was s u r p r i s e d 
a t the percentage of "Yesses" was that l a r g e . I f e l t 
t h a t way myself, but I was s u r p r i s e d a t the l a r g e number 
of people v/ho agreed with me. 
The p r o f i t on t i r e s arrl a c c e s s o r i e s can be a very 
great source of income to the s t a t i o n operator i f he 
works i t r i g h t . He must not get too much c a p i t a l t i e d 
up i n invent) ry, and the b e s t way t o avoid t h i s i s to 
"keep the a c c e s s o r i e s moving," i . e . , to i n c r e a s e s a l e s 
and thus i n c r e a s e h i s turnover. HOVIT, my p o l l shows 
t h a t i f he g i v e s h i s customers the s e r v i c e they demand, 
b e t t e r than t w o - f i f t h s of them w i l l purchase t h e i r 
a c c e s s o r i e s from him when they need them, r a t h e r taan 
from a s t o r e . The moral of t h i s s t o r y should be s e l f -
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evident. 
9. "Many people are of the opinion t h a t , i n the 
case of a g a s o l i n e price-war, f o r i n s t a n c e , that the 
g a s o l i n e i s "watered," or a "brand of i n f e r i o r q u a l i t y 
being s o l d under the name of a major compary. Are you 
of t h a t opinion?" 
39^ of the people answered, "Yes," t h a t they did 
b e l i e v e t h a t the gas was 'watered" i f the p r i c e were cut 
s u s p i c i o u s l y low. Most of those who answered 'Yes' 
commented, "They have to 'water' i t , or they couldn't 
s e l l i t for that p r i c e . " 
This f a c t supports my o r i g i n a l theory t h a t p r i c e -
warfare l e a d s to nowhere. A s t a t i o n operator shculd t r y 
to i n c r e a s e h i s e f f i c i e n c y , r a t h e r than to decrease p r i c e , 
i n order to gain more p r o f i t s . I f he s e t s h i s p r i c e a t 
a p l a c e from which i t w i l l y i e l d him a reasonable r a t e 
of r e t u r n on h i s investment, he w i l l get h i s share of the 
market i f he i s e f f i c i e n t . 
The answers to t h i s question show t h a t n e a r l y 40^ 
of g a s o l i n e purchasers would be repulsed by extremely low 
p r i c e s per g a l l o n . Again, hov/ f r u i t l e s s are g a s o l i n e 
p r i c e - w a r s i 
10. And now we come to two questions which i n t e r e s t 
me very much, two very important questions I might add. 
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I h i l e I was ranplcired lay Gulf a t Brandywine, I was of the 
opinion that c l e a n l i n e s s of the r e s t rooms was decidedly 
overemphasized. The set»up was that the r e s t rooms were 
insp e c t e d hourly, with the employee assigned to t h a t hour 
r e s p o n s i b l e for t h e i r appearance. A f t e r he had completed 
a thorough c l e a n i n g job, he signed h i s name to a c h a r t 
on the door. T h i s c h a r t served a dual purpose: I t h e l d 
the employee r e s p o n s i b l e f o r any complaints and a t the 
same time informed the p u b l i c t h a t the r e s t rooms were 
inspected hourly. At any time between these hourly 
i n s p e c t i o n s the manager or s h i f t - l e a d e r , or even the 
d i s t r i c t s u p e r v i s o r , was l i k e l y to drop i n f o r an 
i n s p e c t i o n . How t h i s may not sound unreasonable to the 
reader, but to us who, on one eight-hour s h i f t , had to 
c l e a n the r e s t rooms eigh t times, even when i t appeared 
they did not need a c l e a n i n g , i t d i d sometimes appear 
unreasonable, i t was f o r t h i s reason t h a t 1 f e l t Gulf 
overemphasized the importance of c l e a n r e s t rooms. 
1 t h e r e f o r e included t h i s question i n my p o l l : 
" I f you are on a t r i p and f i n d a c e r t a i n brand of g a s o l i n e 
w i t h e x c e p t i o n a l l y c l e a n r e s t rooms, do you p a t r o n i z e 
t h i s brand of gas more l a t e r on?" 
Clean r e s t rooms had no e f f e c t on 70^ of those 
interviewed. But bOyi of the people s a i d they would 
p a t r o n i z e s t a t i o n s s e l l i n g the same brand of gas as the one 
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i n which they had found c l e a n r e s t rooms a t the beginning 
of t h e i r t r i p . 
I n other words, i f they stopped a t a Gulf s t a t i o n and 
found c l e a n r e s t rooms, they woixld p a t r o n i z e Gulf s t a t i o n s 
f o r the r e s t of t h e i r t r i p . How easy i t would be f o r a 
p r o g r e s s i v e o i l company to i n c r e a s e i t s s a l e s by up to 30^ 
simply by i n s i s t i n g , not j u s t suggesting, but by i n s i s t i n g 
t h a t i t s d e a l e r s have a t t r a c t i v e and c l e a n r e s t rooms, 
according to ny p o l l l 
11. C l o s e l y t i e d i n w i t h t h i s point, I asked, " I f 
you f i n d d i r t y r e s t rooms, do you p a t r o n i z e that brand of 
gas l e s s l a t e r on?" 
The f a c t that 17^ answered "Yes" to t h i s question 
f i r r t h e r proves the importance of c l e a n r e s t rooms i n the 
operation of a g a s o l i n e s e r v i c e s t a t i o n . According to 
the r e s ^ i l t s of these l a s t two questions, then, a c e r t a i n 
brand of gas which could b u i l d up a r e p u t a t i o n f o r c l e a n 
r e s t rooms i n every one of i t s s t a t i o n s could win over 
up to 2iQ% of those people who t r a v e l . And i f that 
company had one or more d e a l e r s with d i r t y r e s t rooms 
they stood l i k e l y to l o s e up to 11% of t h e i r customers. 
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I I . INTEHHAl UPROVEMEHTS 
I f the reader has read over the preceding s e c t i o n 
c a r e f u l l y and t h o u g h t f u l l y , he w i l l n o t i c e many 
suggestions to the s e r v i c e s t a t i o n operator to help 
him i n c r e a s e h i s s a l e s . These suggestions I have drawn 
up from my observations i n going over the r e s u l t s of my 
p o l l of buying h a b i t s of gasoline consumers. I n other 
words, t h i s paper has d e a l t so f a r w i t h what the pe opl e 
want. How l e t us see how i t i s p o s s i b l e f o r the 
operator to i n c r e a s e h i s p r o f i t s by means of i n t e r n a l 
improvements. He knows now what the people want; l e t 
us see i f there i s a b e s t way to give t h a t to them. 
A. T r a i n i n g . I f the s e r v i c e s t a t i o n operator i s 
going t o employ a s s i s t a n t s , i t i s of prime importance 
t h a t these men be t r a i n e d properly. They must be t r a i n e d 
from two viewpoints: ( l ) the s a f e t y angle. A customer's 
automobile i s too b i g an investment f o r a would-be 
mechanic to monkey around w i t h . A simple operation, 
such as an o i l change, may r e s u l t i n a $2,000 damage 
s u i t a g a i n s t the s t a t i o n . There are cases l i k e t h i s 
on r e c o r d , wherein the attendant e i t h e r neglected to 
r e p l a c e tiie crarikcase plug t i g h t l y enough or forgot t o 
r e f i l l the crankcase w i t h the f r e s h o i l . As a r e s u l t , 
the engine "burns out" and the s t a t i o n operator i s 
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faced with a s u i t f o r a new c a r . This i s such a simple 
i l l u s t r a t i o n , y e t oh-so-easy f o r i t to happen, and 
oh-so-costly. At Brandywine we had an e x c e l l e n t scheme. 
Any man changing o i l had to get a f e l l o w employee's 
i n i t i a l s on the s e r v i c e order, s i g n i f y i n g t h a t he had 
checked and found the plug i n and the o i l l e v e l f u l l . 
There was rauch l e s s chance of two men's f o r g e t t i n g than 
one. What I want to emphasize, however, i s t h a t i t i s 
important f o r the enployees t o he t r a i n e d property from 
the s a f e t y angle. 
(2) The other important count upon which the 
employees must be t r a i n e d i s t h a t of s a l e s , that i s i f 
maximum p r o f i t s are t o be secured. Each employee should 
be given a l e s s o n i n customer courtesy, personal 
appearance, and the type of s a l e s p o l i c y i n use a t the 
p a r t i c u l a r s t a t i o n . He should become f a m i l i a r w ith what 
the oustcmer wants and how t o give i t to him. This 
" t r a i n i n g program" i s of utmost importance i f the s t a t i o n 
operator i s s i n c e r e l y i n earnest about i n c r e a s i n g h i s 
s a l e s . 
As I explained p r e v i o u s l y , Brandywine i s a company-
owned s t a t i o n ; I t h e r e f o r e f e e l that ny f e l l o w employees 
and I were i n s t r u c t e d i n the b e s t p o s s i b l e manner as to 
the proper methods of pushing s a l e s . Our immediate 
s u p e r i o r s were men of long experience i n the b u s i n e s s . 
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men who "knew the ropes" and who could and d i d i n s t r u c t 
us i n ?/hat they had learned during t h e i r anploy w i t h 
the Gulf Company. Since I f e e l v;e r e c e i v e d the b e s t 
p o s s i b l e t r a i n i n g , I should l i k e t o d e s c r i b e iry 
experiences i n t h i s r e s p e c t . 
Another Ursinus student and I s t a r t e d work the 
same day. On our f i r s t day a t Brandywine, the manager 
(who was "head-man" at the s t a t i o n ) b r i e f e d the two 
of us for about a h a l f - h o u r . He i n s t r u c t e d us i n 
customer courtesy: "Courtesy E i r s t l " He explainedthe 
company s a l e s p o l i c y , t h a t i t was d e f i n i t e l y not of the 
"high p r e s s u r e " type. He emphasized that i t i s the 
worst thing one can do to s e l l a customer something 
he does not want, adding, with a chuckle, that i t i s 
j u s t as bad not to s e l l him something he does want. 
He s t r e s s e d personal appearance, (We vvere furnished 
w i t h three u n i f ormiS—pants, s h i r t s , and h a t s — a n d 
laundry s e r v i c e , supplying our own b l a c k shoes and 
b l a c k bow t i e s . And f i n a l l y he explained numerous 
generally-accepted s a l e s p o i n t e r s , i n a d d i t i o n to some 
of h i s own which he p e r s o n a l l y had t r i e d and found to 
be s u c c e s s f u l . 
A f t e r t h i s b r i e f i n g , our manager took us outside 
and demonstrated some of v;hat he had t o l d us on h i s 
own automobile. He escplained that the o i l d i p s t i c k 
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(the s t i c k used f o r measuring the o i l l e v e l ) i s not 
alv/ays l o c a t e d i n the same place i n different-make 
automobiles. I n some c a r s i t i s on the l e f t s i d e 
of the engine, i n others on the r i g h t ; i n some toward 
the f r o n t , i n some i n the back; some high, and some 
low. He t o l d us the d i p s t i c k l o c a t i o n i n sane of the 
more common tjrpes of c a r s , so that we would not v/aste 
any time hunting f o r i t . The most convincing evidence 
to a motorist that an employee "doesn't know h i s s t u f f " 
i s when he cannot f i n d the d i p s t i c k r i g h t away. "'vVhen 
the attendant stumbles around and has to ask the d r i v e r 
where the d i p s t i c k i s on h i s c a r , the d r i v e r gets a 
f e e l i n g of i n s e c u r i t y . He develops an " I don't want 
you XYorking on my car" a t t i t u d e , and d r i v e s ay/ay. And 
there goes another s a l e — l o s t I I know t h i s i s true 
because i t happened to me. 
A f t e r t h i s p r a c t i c a l demonstration, i t v/as time 
f o r our t e s t . The manager climbed i n t o h i s car and, 
one by- one, w-e had t o s e l l him a t a n k - f u l l of h i g h - t e s t 
g a s o l i n e , an o i l change, and a nev; f a n b e l t . He was 
a tough customer. A f t e r t r y i n g s e v e r a l s a l e s approaches 
I f i n a l t y succeeded i n s e l l i n g him a t a n l c - f u l l of 
r e g u l a r gasoline, not h i g h - t e s t , and no o i l change or 
fan b e l t . 
-22-
But t h i s t e s t was good experience f o r u s . I t was 
f a r b e t t e r f o r us to make our blimders then and th e r e , 
on the boss, than i t was f o r us to make th,em on a 
customer and thus l o s e a s a l e . 
Prom here we were on our cwn, but under the watc h f u l 
eyes and guiding hands of our manager and a s s i s t a n t 
manager, who didn't h e s i t a t e to t e l l us yshen we made a 
mistake. A l s o we r e c e i v e d constant advice and 
i n s t r u c t i o n s from the d i s t r i c t o f f i c e i n Harrisburg. 
These were i n the form of l e t t e r s from the o f f i c e and 
tvfo coripany^ magazines, Gulf Hews and The Orange D i s c . 
The l e t t e r s r e f e r r e d to s p e c i f i c items, such as a change 
i n conrpany procedure i n a c e r t a i n f i e l d , while the 
magazines gave suggestions f o r improvement i n ge n e r a l , 
such as a d d i t i o n a l s a l e s p o i n t e r s . 
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B. S a l e s S t i m u l a n t s . ¥e have seen how every 
Brantyv/ine employee r e c e i v e d proper t r a i n i n g a t the 
s t a r t , f o l l o w i n g t h i s up, there Yj^ere numerous methods 
used to i n c r e a s e s a l e s , some of wli i d i I s h a l l l i s t 
here. 
P i r s t of a l l , we v/ere paid p a r t i a l l y on a 
commission b a s i s . That i s , we were guaranteed a c e r t a i n 
s t a t e d sum, i n a d d i t i o n t o whicli we r e c e i v e d a t the 
end o f each month a commission based on the amount o f 
s a l e s during t h a t month. Commission was p a i d on 
every t i l i n g except gasoline s a l e s . S e r v i c e orders, 
such as l u b r i c a t i o n j o b s , were included a l s o . This 
systesi v/orked f i n e , w i l h both compary and employees 
as r e c i p i e n t s a f the b e n e f i t s . I f e e l i t could be 
improved upon i n only one way, and t h a t i s by the use 
of individx a l commissions. As i t was, a l l the money 
se t a s i d e f o r commissions was placed i n a c e n t r a l fund, 
which vvao divided p r o p o r t i o n a t e l y among the employees 
of t h a t s t a t i o n a t the end of the month. I f a man 
s o l d a b a t t e r y , f o r example, i n s t e a d of pocketing the 
commission, he had to share i t w i t h the e n t i r e f o r c e 
of employees i n h i s s t a t i o n . I f he were dep endent upon 
the commission he alone earned, I f e e l he would have a 
much gr e a t e r i n c e n t i v e to push s a l e s of what we c a l l e d 
"T, B, and A" items, i . e . , t i r e s , tubes, b a t t e r i e s . 
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and a c c e s s o r i e s . However, t h i s wcaild make for 
d i f f i c u l t bookkeeping. The point I wish to s t r e s s 
here i s t h a t every CTiployee i n a s e r v i c e s t a t i o n 
should b e n e f i t d i r e c t l y from the amount of s a l e s he 
made; i n other words, a commission should d e f i n i t e l y 
be a t l e a s t a p a r t i a l b a s i s of h i s pay-check. 
A second stimulant to s a l e s v/hich v/ould be a good 
i d e a f o r a l l s e r v i c e s t a t i o n operators t o p i c k up i s 
a p r i z e or p r i z e s , such as the ones we knew as "Ho-Hox" 
Awards. (Ho-Hcx i s h i g h t e s t Gulf g a s o l i n e . ) The 
o b j e c t of these awards was to i n c r e a s e the s a l e s o f 
high t e s t gs.soline. The set-up was t h i s : We v/ere 
i n s t r u c t e d to repeat the f o l l o w i n g sentence to every 
customer as he p u l l e d up t o the pumps: *Vsy I f i l l 
your tank with Ho-Hox?" Here vje f i n d an e x c e l l e n t 
example of the power of suggestion i n f l u e n c e upon t h e 
human mind. T h i s sentence, "May I f i l l your tank w i t h 
ITo-Hox?" accomplished two things. P i r s t , i t acquainted 
the p u b l i c with our company's trade name f o r our high 
t e s t g a soline; and second, i t induced the customer i n t o 
buying t h i s m.ore expensive g a s o l i n e . How, numerous 
scouts, both men and women, i n p l a i n c l o t h e s , d r i v i n g 
unmarked automobiles, constantly, toured the Gulf 
s t a t i o n s . I f we were following the i n s t r u c t i o n s g i ven 
us we would repeat the necessary question t o these 
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scouts, s i n c e ihey looked l i k e ordinary m o t o r i s t s . 
I f we d i d repeat the question t o a scout we received 
any one of four n i c e p r i z e s . The p r i z e s v/ere a 
deck of cards, a t i e c l i p s e t , a money c l i p , or a 
penknife. I n a d d i t i o n , cur name was placed i n a 
drawing f o r a l a r g e r p r i z e . ITow these are n i c e p r i z e s 
f o r merely asking a simple c j i e s t i o n . I f i t happened 
that v/e d i d not ask the question of a scout, then we 
re c e i v e d a card upon which v/as p r i n t e d ihe word "Soi-ry," 
and a "black mark v/as recorded against our s t a t i o n . 
The primaiy r e s u l t o f t h i s syttem of awards was 
tha t we a l l suggested t o each and every m o t o r i s t that 
he have h i s tank f i l l e d w i t h Ko-Hox. The secondary 
r e s u l t s v/ere that the pu"blic "became acquainted w i l h 
our "brand name and our hjgb t e s t s a l e s i n c r e a s e d . T h i s 
i s a good example of a company's e f f o r t s to i n c r e a s e 
s a l e s of a p a r t i c u l a r product. 
Another example of a s a l e s s t i m u l a n t was the 
fan-"belt av/ard. Under much the same system as the 
Ho-Hox av/ards, we v/ere i n s t r u c t e d t o check tlie fan b e l t 
of every automobile coming i n t o the s t a t i o n . Cf course, 
i f v/e found a bad one, we were expected to atteirrpt the 
s a l e of a replacement. I f v/e happened to check the 
fan b e l t of an automobile of one of the scouts, we 
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r e c e i v e d a f i v e d o l l a r b i l l . I f we neglected t h i s 
simple prccedijre, we didn't get the f i v e d o l l a r s . 
H a t u r a l t y , we a l l checked every customers fan b e l t , 
which ¥/as the o b j e c t of t h i s program. 
These are simple, o r d i n a i y , ea^-to-do p r a c t i c e s . 
Y et what an e f f e c t they had upon s a l e s as w e l l as 
upon the morale of the workers I With these programs 
i n e f f e c t we had something t o work f o r , something 
t a n g i b l e , j u s t t h a t something more. These examples 
are important f o r the s t a t i o n operator as w e l l as t h e 
o i l company to keep i n mind. I cannot ov e r s t a t e t h e i r 
importance. 
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C. Employee-Management R e l a t i o n s . Employee-
management r e l at ions are a very important item, f o r 
a happy employee i s a productive eniployee. S a t i s -
f a c t o i y treatment makes f o r contentment among the 
workers, which i n t u r n makes f o r i n c r e a s e d p r o d u c t i v i t y 
i n the b u s i n e s s e n t e r p r i s e . And t h i s r u l e i s c e r t a i n l y 
a p p l i c a b l e to the operation of a g a s o l i n e s e r v i c e 
s t a t i o n . 
I n t h i s category, we assxzme, of course, t h a t 
wages and working h c u i ^ aSe s a t i s f a c t o r y . But t h ^ e 
i s som^ething y e t v h i c h I f e e l i s more important to the 
worker than e i t h e r of these; and t h a t i s that he f e e l s 
he i s being t r e a t e d r i ^ t "ty the boss" i n h i s day by 
day work. 
F i r s t o f f , t h e r e f o r e , i t i s a "must" f o r the boss 
to r e a l i z e t h a t he i s d e a l i n g with human beings, w i t h 
i n d i v i d u a l s . He must keep i n m.ind the Golden Rule o f 
I n d u s t i y : "Treat those under you as you would want to 
be t r e a t e d , i f you are one of them." I f he l i v e s by 
t h i s r u l e , he should have l i t t l e trouble i n maintainiig 
s a t i s f a c t o i y CTiployee-m.anagement r e l a t i o n s . 
But there a r t y e t some otiier things which m.anagement 
can do to improve these c o n d i t i o n s . I r e f e r to 
concentrated, planned e f f o r t s on the p a r t of managemaa t 
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to improve r e l a t i o n s i n a s p e c i f i c f i e l d . To 
i l l u s t r a t e , i s h a l l c i t e a few examples v h i c h I 
noted diiring Try em-ploy a t Brandywine. Management 
should take note, f o r these examples are the ones 
that r e a l l y impressed me, as a worker, as w e l l as 
they did the other enployees a t Brandywine S t a t i o n . 
One exanple of a s p e c i f i c attempt to maintain 
s a t i s f a c t o i y r e l a t i o n s was a party f o r a l l th.e 
employees a t the S t a t i o n . Our manager was f o r t u n a t e 
i n having a l a r g e home on a farm, w i t h a swimming 
pool out back. But he applied t h i s to the improvement 
of labor-m.anagement r e l a t i o n s by i n v i t i n g a l l of u s 
to a party a t h i s p l a c e . The p a r t y ran a l l day long, 
so t h a t the workers on a l l the s h i f t s c o u l d attend. 
I t was quite some party, the l i k e s of w h i d i Ursinus 
has never seenI 
Even tiie "big boss" (the d i s t r i c t supervisor 
from Harrisburg) was i n v i t e d . T h i s gathering of a l l 
the woikers, t h e i r wives, and management. J o i n i n g 
i n the mutual enjoyment of a party, went f a r to 
maintain e x c e l l e n t labor-management r e l a t i o n s . 
I t brought together "the Brandywine Branch of 
the Gulf Family Tree." For days, even weeks, both 
before and a f t e r the p a r t y , i t was the t o p i c of 
conversation among employees. And w h i l e we were 
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t a l k i n g as a group, we were t h i n k i n g and a c t i n g as 
a group. ¥iiat a sense of teamwork was b r o u ^ t about 
by t h i s simple event of an employee's p a r t y . 
We have seen how worker co-operation can be 
emj^asized "by a s p e c i f i c p r o j e c t . L e t us now look 
a t an example of a d i f f e r e n t type method of improving 
labor r e l a t i o n s . This took an even more simple form. 
I t was aimeo. a r making each employee f e e l t h a t he was 
important as an i n d i v i d u a l a l s o . I t was the sending 
of birthday cards on the appropriate date by the 
d i s t r i c t s u p e r v i s o r . I t was a mostyleasant s u r p r i s e 
to U B as we, one "by one, received a card on our 
b i r t h d a y from the "big boss," signed by h i s o f f i c e 
s t a f f i n Harrisburg as w e l l as by him. This may sound 
r i d i c u l o u s l y mediocre to the reader a t f i r s t , but 
I want to s t r e s s t h a t the e f f e c t i t produced d e f i n i t e l y 
was not. What a sense of r e c o g n i t i o n i t gave each 
workerI T h i s i s e x t o p l i f i e d by my r e a c t i o n : Upon 
r e c e i p t of a g r e e t i n g on my b i r t h d a y , I thought, "Gee, 
t h ^ know my name. Tliey know my b i r t h d a y . They even 
took the trouble to send me a card." For a ten-cent 
card, Gulf got an i n e s t i m a b l e amount of e x t r a work out 
of me. I think the reader w i l l agree i t was a p r e t t y 
good investment. 
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A f i n a l i l l u s t r a t i o n of a s u c c e s s f u l attempt 
on the p a r t o f manageiiEnt was the awarding of t i c k e t s 
to Shihe Park "baseball games t o employees s e l l i n g 
the h i g h e s t number of o i l changes . I could have 
included t h i s under the s e c t i o n e n t i t l e d "Sales 
Stimulants." But I f e e l i t has a d e f i n i t e p l a c e 
here under "anployee-lfenagement R e l a t i o n s " because 
i t went f a r to improve same, as w e l l as to i n c r e a s e 
s a l e s . 
The system was t h i s : At the end of each month, 
the eiiployee who had s o l d the g r e a t e s t number of o i l 
changes during ih a t month r e c e i v e d two t i c k e t s to 
Shibe Park i n P h i l a d e L ^ i a to see a p r o f e s s i o n a l 
b a s e b a l l game. 
I found t h i s to be a most e f f e c t i v e p l a n f o r 
i n c r e a s i n g s a l e s i n a p a r t i c u l a r f i e l d and f o r 
improving labor-management r e l a t i o n s . I n an e f f o r t 
to i n c r e a s e our s a l e s of o i l changes and thus win 
the p r i z e of the t i c k e t s , v/e approached every customer 
a t the s t a t i o n and suggested that i t was time for a n 
o i l change. Sometimes we r e c e i v M the r e p l y , "Y]by, 
I j u s t had i t ciianged 300 m i l e s b a c k l " This s i t u a t i o n 
was s l i g h t l y embarrassing, y e s . But dometimes the 
r e p l y was, "Ch, I forgot about that--go ahead and 
change i t w h i l e I grab a cup of c o f f e e . " Q;uit9'often 
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m o t o r i s t s would say, " I knov/ i t needs a change, but 
I'm i n a hurry--can't stop now." To a statement 
l i k e t h i s wewotild r e p l y t h a t we could do the j o b i n 
a vesy short time, and suggest that he w a i t i n the 
adjoinixig r e s t a u r a n t w h i l e we d i d i t . We had a 
" Q;uick-Ghanger," a macMns which cou l d perform t h e 
operation i n a matter of minutes, and we v/erequick 
to point t h i s out to a motorist g i v i n g t h i s type o f 
r e p l y . "VeTy often we made a s a l e w i t h t h i s e x t r a 
l i t t l e b i t of e f f o r t , a s a l e wMcIi otherwise would 
have been l o s t . Thus t h i s system worked as a s a l e s 
stimulant.. 
But the point I want to emphasize here i s t h a t 
t h i s system of awarding Shibe Park t i c k e t s to employees 
s e l l i n g the most o i l changes went f a r t o improve labor-
management r e l a t i o n s . Of c m r s e we were g e t t i n g our 
r e g u l a r s a l a r y and commission a l l t h e time, but i n 
these t i c k e t s we had something 4 e l s e to work f o r , 
a d e f i n i t e goal f o r which t o s t r i v e . We were f e l l o w 
employees, a l l s t r i v i n g f o r something g r e a t l y to be 
de s i r e d , a p a i r of t i c k e t s to the b a l l g ame, A 
f e e l i n g of " f r i e n d t y coinpetition" developed among us. 
I even overheard s e v e r a l bets being placed on the s i d e , 
bets as to who would s e l l the most o i l changes. 
" I bet I get more than you today," was a frequent 
expression. A day-by-day record of each employee's 
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s a l e s was kept and posted. There were four or f i v e 
v/orkers of my own age who formed a group to see who 
could aci'iieve the b e s t r e c o r d . 
A l l t h i s made f o r happy employees and pl e a s a n t 
labor-management r e l a t i o n s . And remember, "Happy 
anpl03/'-ees are Productive Unplcyeesl" 
Conclusion. 
I n conclusion, I would l i k e to point out t h a t 
these i n t e r n a l improvements vriich I have been t a l k i n g 
aboit have been proven i n a c t u a l , p r a c t i c a l a p p l i c a t i o n . 
They arenot merely t h e o r e t i c a l ; they do work i n 
r e a l i t y . 
I have shown what the gasoline consumer waiats, 
and I have suggested means as t o hovi to give him what 
he wants. HOT; independent s e r v i c e s t a t i o n operators 
would do w e l l to look in t o some of these because the 
race i s on. I t i s going to be a " s i x r v i v a l of the 
f i t t e s t . " 
The c u r r e n t s e r i e s of p r i c e wars r e v e a l s a l l too 
c l e a r l y t h a t there i s o v e r - d u p l i c a t i o n c f s t a t i o n s , 
t h a t there are toe many s e r v i c e s t a t i o n s f o r the amount 
of business a v a i l a b l e . 
Therefore, a l e r t d e a l e r s had b e t t e r adopt some 
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of the suggestions made h e r e i n and apply them to 
t h e i r own s i t u a t i o n s . Wide-awake d e a l e r s w i l l do 
t h i s . 
Others w i l l soon he hanging out the "For S a l e " 
s i g n s . 
